
Welcome!Welcome!
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SFA StandardsSFA Standards
vv Be Worthy of Trust Be Worthy of Trust 
vv Be CourteousBe Courteous
vv Deliver Great Products and Deliver Great Products and 

ServicesServices
vv Be EfficientBe Efficient



PBO on the Front LinesPBO on the Front Lines

vv Outstanding Customer ServiceOutstanding Customer Service
vv Action PlanningAction Planning
vv BureaucracyBureaucracy vs. PBOvs. PBO
vv Flexibility in exchange for Flexibility in exchange for 

accountabilityaccountability



What messages did we hear?What messages did we What messages did we hear??

SFA TraditionsSFA TraditionsSFA Traditions



What is Front-to-Back?What is FrontWhat is Front--toto--Back?Back?

v Examine the process
v Learn about our business
v Explore the effect of measurement 
v Review the role of modernization

vv Examine the processExamine the process
vv Learn about our businessLearn about our business
vv Explore the effect of measurement Explore the effect of measurement 
vv Review the role of modernizationReview the role of modernization

We will:We will:



Agenda: Front-To-BackAgenda: FrontAgenda: Front--ToTo--BackBack

OpeningOpening

PBO MeasurementsPBO Measurements

Student Aid ProcessStudent Aid Process

SFA SupportSFA Support

ConclusionConclusion


